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Abstract 
The purpose of this study has to discover if differences in tourists’ perceptions of sustainable tourism development in Melaka 
existed between three stakeholder groups: government, local residents and private entrepreneurs. The paper analyzes based on the 
primary data which is collected through interviews among 735 respondents. The findings indicate that the government, private 
and local community has played a major role for satisfying the tourists’ in shaping the development of sustainable tourism in  
Melaka. The study emphasizes on scale methods in analyzing and reviewing the role of government, private and local 
communities. To the distinct stakeholders’ facilities, the majority of tourists’ generally were welcoming of sustainable tourism. 
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1. Introduction 
The tourism industry is internationally a rapid growing industry, contributes to the economic enhancement as 
well as generates employment opportunities. It has been more familiar as one of the main noteworthy service 
industries in the earth (Schumacher, 2007). According to GNP, tourism has been known as the largest industry in the 
world, while it is contributing significantly to the world’s total gross national product (GNP). The World Trade 
Organizations (WTO, 1999) predicts that the tourism sector will expand by an average of 4.1 percent a year over the 
next two decades, surpassing a total of 1 billion international travelers by the year 2010, and reaching 1.6 billion by 
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the year 2020. Nevertheless, like other forms of improvement tourism can also cause its share of problems, such as 
social dislocation, loss of cultural heritage, economic dependence and ecological degradation. 
In fact, the development of tourism is growing speedily all over the world especially in a developing country like 
Malaysia. Therefore, tourism is a mentionable income industry of Malaysia. Malaysia is a South East Asian country 
which plasters total area about 336,700 square kilometers along with 29 million populations as well as consists of 
West and East peninsular of Malaysia. Malaysia's capital city is Kuala Lumpur while the new administrative center 
is in Putrajaya. Even as Malaysia is a somewhat most up-to-date competitor in the global tourism, compared with 
other counterparts in the Association of South East Asian Nations (ASEAN - fabricated of six countries; Malaysia, 
Singapore, Thailand, Indonesia, Philippines, Brunei etc.), the growth of projections are encouraging day after day. 
The history of tourism development in Malaysia has not been as a result of organized government intervention 
until the late 1980s. In the past, the activity was carried out by private entrepreneurs and multi-nationals based 
overseas. It was anticipated that the global economy will continue to be conducive to growth in world tourism. All 
these may be viewed as mixed blessings but they do offer substantial opportunities for countries like Malaysia to 
utilize. This sector has been selected as second steam engine for the growth of nation for developing global 
competitiveness. This industry effects positively on the Malaysian economy for increasing foreign exchange 
earnings, and employment opportunities (Bhuiyan et al., 2011). Learning about the impacts of tourism has led many 
people to seek more responsible holidays. 
This paper will try to indicate some of the many facilities where this can happen, and then look at what can be 
done to bring more positivity through stakeholders’ roles. Tourism is regarded as the only way for redevelopment of 
historic districts in the worldwide for sustainability.  The authenticity of the historical fabric is being lost. 
Traditional culture and community identity are not respected properly for sustainable tourism. Because of various 
difficulties, historic districts are big challenges for local governments, private and local community. These historic 
districts are either ignored or simply reconstructed. Therefore it is interesting and important to find out the responses 
of the tourists’, in terms of the support and participation in new implementing roles. Nevertheless, most of these 
developments are of international or modern style, which in some cases have become intrusive in the heritage 
conservations. Thus it would be appropriate that the flavor of Malaysian traditional or local community be looked 
into, especially in the development of tourist- facilities for Melaka which is rich in history and natural beauty. Due 
to the increasing number of visitors to this type of area, there are many chalets and other tourist-related facilities 
sprouting like 'mushrooms', in the city. To some extent these new developments have disregarded the traditional and 
natural character of the city surroundings and thus negate not only their purpose but the impact of the whole 
Malaysia. The main objective of this paper is enhancing the visitor demands of a growing number of tourists 
through developing and diversifying the product by improve the long term competitive positioning of the tourist 
industry for achieving self-sustaining growth based on word-of mouth referrals and high repeated visitors in Melaka 
for further long term plan. Besides, it considers exploring guidelines for the future development of tourism in order 
to promoting facilities either for public, private sector or for local community particularly for Melaka, and generally 
for Malaysia. 
2. Literature Review 
Through attracting researchers from around the world to support us in this task, Malaysia can make an 
exceptional contribution in tourism field. Government has alleged tourism as an instrument of development giving 
precedence to defend the environments and traditions with least negative impacts (Liu & Wall, 2006). Tourism is 
generally used in order to widen the economic growth of a country. Because of their economic expansion of the 
third world countries, we should persuade tourism development (Hall 1995). Therefore, the underprivileged 
countries increase their towns and regions by the tourism.  
The Sixth Malaysian Plan (1991); Considering the challenges and threats the tourism is facing a great importance 
with tourism destinations in Malaysia. It may encourage them in setting up tourism policies in order to enrol in 
competition with other Asian countries. The local governments in tourism destination have direct influence over the 
major supply side decisions that both directly and indirectly influence tourism demand. After establishment of the 
Tourist Development Corporation, TDC (presently known as the Malaysia Tourism Promotion Board - MTPB) 
through an Act of Parliament on March 23, 1972 has helped to persuade the industry. As the name implies this 
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Corporation plans and coordinates the activities at the national and international levels, and makes recommendations 
to Government with regard to measures and policies to be adopted (TDC, 1975).  
From the term of the Sixth Malaysia Plan (1991) to Tenth Malaysian plan (2011) the tourism sector will be 
promoted as a vital economic activity contributing on the whole socio-economic growth of the country. A Special 
Fund has been set up by the Federal Government to further support the effort to grow up this division. The budget 
was billed about RM 534 million (Sixth Malaysian Plan, 1991), which was nearly 0.3% of the total national budget.  
"Foreign exchange earnings from tourism have increased significantly, contributing to the improvement in the 
service account of the balance of payments. Gross receipts from tourism grew by 24.5% per annum during the 
period and the share of tourism earnings in total services receipts increased steadily from 23.5% in 1985 to 28% in 
1990, mainly due to the increase in foreign arrivals. In terms of development of basic infrastructural facilities, a 
number of projects were completed the upgrading of the Pnlau Langkawi airport, rebuilding jetties at major tourism 
areas, such as Kuala Tahan, Pnlau Langkawi and Pulau Tioman.” (Sixth Malaysia Plan, 1991) 
3. Methodology 
This study has carried out by a standard interviews based on a set of questionnaires among 735 respondents. A 
questionnaire survey had undertaken which was organized by ‘The National University of Malaysia’ for the project 
of the Master Conservation Plan of Melaka in August 2012. In March 2013 interviews were conducted, as a fresh 
supplement to the questionnaire survey. There are 735 respondents including local, national and international 
visitors using as a sample. We preferred the research area Melaka as mentioned ER, A. C. (2013) most of the 
tourists choose Melaka as a holiday destination family because there are a lot of national heritage and historical sites 
in the state. Heritage buildings such as the A- Famosa, Stadhuys and traditional shop houses in the city are still 
protected by maintaining its aesthetic value. Similarly, Kampung Morten culture as dance and traditional music as 
well as arts and batik puppet show for attract tourists. Therefore, it has been carrying out background reading and 
critically reviewing questionnaire. The related hypothetical concepts are carefully reviewed in order to identify the 
problem.  The suitable aims and scope of the research are formulated. The subjects of role of private, public 
stakeholder, local community responsiveness towards tourist’s perception about sustainable tourism and the impacts 
of such development on economic structure and environment are reviewed and analyzed. 
4. Result and Discussions 
There are 735 respondents whereas 481 local, 128 international and 126 national visitors. Local respondents 
those were staying at city of Melaka, national visitors whose came from several city of Malaysia except Melaka and 
international visitors whose came from different countries such as Indonesia, Brunei, Singapore etc.  We had 
prepared a structured questionnaire and conducted informal interviews. The questionnaire was prepared in both 
Malay and English. In administering the questionnaire, and due to the nature of the questions and subject related to 
facilities for the visitors. But we had found that the topic was quite new to many of the respondents. The interviewee 
had to carry out the assessment herself entirely so that make sure that all of the respondents understood the exact and 
similar meaning of the questions asked. Subsequent the questionnaire, the respondents were then interviewed 
informally, in order to scrutinize further their thoughts and judgments on the subject. That was really found to be a 
time-consuming assignment. Taking these issues (time and available resources) into consideration, the affirmed 
number of samples was thought to meet the requirements of this study satisfactorily. The Association of 
Independent Tour Operators (AITO), for instance, proposed a set of guidelines intended to help companies, 
customers and local suppliers recognize their common responsibilities to protect the environment, respect local 
cultures, benefit local communities, conserve natural resources, and minimize pollution (RTGuidelines.asp, 2013). 
The demographic studies illustrate the total background of the respondents (in table 1). The discussions of data 
gathered from the field research are presented based on three categories: government, private sector and local 
community. It portrays the percentages of respondent of the local, national and international visitors at Malacca. In 
fact, this table has been prepared on the basis of questionnaire of Melaka. At first, the numbers of male respondents 
(51.16%) are more than the number of female respondents (48.84%) and the young aged were highly keen to go to 
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visit the sites whose age between 21 to 30 years old (40.54%). In addition the majority of the tourists are Malays 
(58.64%) more than international tourists. Henceforth, among the national visitors most of the visitors came from 
Luar Negara and Melaka which were about 17% but others from respectively Selangor (12.38%), Kualalumpur 
(10.48%), Johor Baru (8.57%), Negeri Sembilan (4.22%) Kelantan (4.22%), Kedah (3.53%), Pulau Pinang (3.4%), 
Perak (2.86%), Sabah (2.58%), Terengganu (2.04%), Pahang (1.49%), Sarawak (1.22%), Perlis (0.68%), others 
(7.76%).They are following religion of Islam (64.9%). Moreover, the rates of proportion of the single and married 
persons were same respondents about 48.16%.  
The maximum respondent occupations were self employed which were almost 35.24%. But their percentages 
were high those income below 1000 Ringgit per month. Moreover, according to the level of education; most of the 
respondents had completed either their degree or diploma which nearly about 61.91%. On the other hand, there were 
maximum 24.22% in household members according to the respondents of below 2. The percentages of tourists were 
high because they are staying at night through getting satisfaction of supporting facilities as well as they are 
enjoying travelling at Melaka. 
 
Table 1.Demographic Profile of the Respondents 
Source: Primary survey from Melaka 2013 
Note: * Who stayed at least 1 night treated as tourist 
4.1. Public sector 
The table 2 portrays the role of public sectors of sustainable tourism in Melaka. Therefore, the government plays 
an important role in the provision of sustainable tourism planning, Promotions, development projects, events, 
infrastructure, funding, transport etc. According to the respondents, the result of the study indicates most of the 
tourists are satisfied through government facilities. At first on the basis of Government current, short term and long 
term planning for the tourism development, most of the visitors are satisfied which is 47.07% .However it should be 
more focus on suitable planning to achieve high appreciation from the tourist. In fact, the private sector helped for 
sustainable tourism development planning through giving their valuable ideas to the public sector. The 51.43% 
travelers are satisfied due to the Government promotional activities for the tourist attractions in various ways.  
Furthermore, there are some tourism development projects and these projects are actually growing their satisfactory 
level (46.67%) as mention by the respondents.  
Nevertheless, it needs further improvements. Although the several types of attractive events are conducted for 
growing the number of tourists as well as making tour charm with their satisfactory level as mention by the 
Issues 1 2 3 4 5 
Tourist’s gender Male (51.16%) Female (48.84%)    
Tourist’s age  11-20 (13.33%) 21-30 (40.54%) 31-40 (26.67%) 41-50 (12.65%) 50-< (6.81%) 
Ethnic Malay (58.64%) Indian (7.21%) Chinese (14.69%) Others (19.46%) 
Religion Islam (64.9%) Hindu (7.21%) Buddha (10.61%) Christian (14.42%) Others (2.86%) 
Marital Status Married (48.16%) Single (48.16%) Single Mothers (2.45%) Single Fathers (0.68%) Others (0.55%) 
Occupation Self Employed (35.24%) Government (25.85%) Private (26.94%) Others (11.97%)  
Income P/M 
(RM) 
Below 1000 
(42.04%) 1001-1500 (8.57%) 1501-2000 (14.42%) 2001-2500 (6.8%) 
2501-above 
(28.16%) 
Level of 
Education 
Diploma/Degree -
61.91% Primary school -14.15% High school -20.68% Not in school -1.22% Others -2.04% 
Tourist’s 
nationality  
International 
(17.41%) Malaysian (74.83%) Others (7.78%)   
No of Households  Below 2 (24.22%) 3-4 (33.47%) 5-6 (27.76%) 7 (8.44%) 8-< (6.11%) 
Category of  
visits Local (19.32%) Visitors (29.93%) Tourist* (50.48%) Others (0.27%)   
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respondent (48.16). The most recent campaign "Cuti-Cuti Malaysia" (Malaysian Holidays) has been re launched in 
February 17, 2004 until end of 2005 (Utusan Malaysia, 2004). Numerous exciting activities and travel programs are 
offered to intensify domestic tourism in Malaysia including Melaka. Cuti-Cuti Malaysia is a tagline for domestic 
campaign that was first launched in 11 September 1999 in tourism sector. Merely somewhat 0.27% +4.49% are 
dissatisfied, i.e., it may be racism, religious or safety problem at the time of select the tourist attraction events, 
infrastructure facilities as sufficient and satisfactory level as mention by the respondent (68.84%).  Therefore, the 
supplied financial and capital fund is really sufficient for renovations and refurbishment (47.21%). Finally, the 
Government is providing several types of vehicles for national and international tourists such as taxi cabs, buses, 
rickshaws etc. Because of that the transportation is easily available and easygoing anywhere in Malacca. But the 
merely 7.07% visitor’s feels dissatisfactions due to the unavailability of public transportations. The statistical 
calculations by mean and standard deviation are also showing same results that are in satisfactory level. It is 
recommended that the public sectors move further efficient planning to reach at peak level for tourist satisfactions. 
Therefore, the stakeholder’s role for tourism development is reaching their successive rate whereas respondents are 
really feeling safe, secure and charm. As Government is preparing current and long term plans for the heritage city 
of Malacca continuously because tourism is the second earning source in the foreign exchange. 
 
Table 2. Tourists’ Perceptions in the view of Public Sector 
Issues 1 2 3 4 5 Mean SD 
Govt.  planning  
2(0.27%) 13(1.77%) 189(25.71%) 383(47.07%) 148(20.14%) 3.77 0.78 
More Promotion 
facilities  
1 (0.14%) 
24(3.27%)  175 (23.81%) 378(51.43%) 157(21.36%) 3.91 0.76 
Development 
projects 4(0.54%) 19(2.59%) 246(33.47) 343(46.67%) 123(16.73%) 
3.77 
0.77 
Events  
2(0.27%) 33(4.49%) 208(28.30%) 354(48.16%) 138(18.78%) 3.80 0.80 
Infrastructure  
1(0.14%) 21(2.86%) 207(28.16%) 385(52.38%) 121(16.46%) 3.82 0.78 
Govt. Fund 
2(0.27%) 42(5.71%) 232(31.56%) 347(47.21%) 112(15.24%) 3.71 0.80 
Public transport  
7(0.95%) 45(6.12%) 210(28.57%) 346(47.07%) 127(17.28%) 3.74 0.85 
Source: Primary survey from Melaka 2013 
Note: 1=Very Unsatisfied; 2= Unsatisfied; 3= Neutral, 4=Satisfied; 5= Very Satisfied 
4.2. Private sector 
The data shows the proportions of different areas that the role or services of stakeholders in private sectors as 
well as analysis the respondents’ satisfaction or dissatisfaction through providing facilities (Table 3). Therefore 
Public sector and private sector both are very conscious to provide attractive facilities to the tourists for increasing 
their local and national earnings in Melaka. At first, the maximum visitors are enjoying to stay in the hotel or 
restaurants by accommodation and food services which are almost 53.47% as well as 50.88% successively. 
Therefore, the accommodation services industry in Melaka enough to provide the comfort needed for tourists. The 
different types of food shops are readily available for all type of tourists. However, merely 0.14% got extreme 
dissatisfaction by their food services. Consequently, sustainable tourism development is creating satisfactory job 
opportunities in Melaka which is 44.22 % because of growing more and more tourism industry in Melaka. So, it 
decreases the unemployment crisis not only in Melaka but also in Malaysia. Even though the public transportation 
services price is in satisfactory level, some sightseers face serious problem whereas only 1.22%. Moreover, 
Government sector continues monitors the private sectors through implementing their laws. Involved parties are also 
satisfied and among them 16.46% parties are highly satisfied. Parties involved in the tourism sector are concerned 
with the environment, as outlined in the environmental laws that have been enacted by the government. According 
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to 40.41% respondents; the government is aiding the private tourism industry in financially to promote the Melaka 
city as well as Malaysia to the worldwide. The industry average and standard deviation are carrying same results on 
the basis of computations that are in satisfactory level.  
Industry-driven managerialism that privileges quantification and positivistic approaches has intersected well with 
the ideological underpinnings of tourism as it emerged in the late 1980s and early 1990s. This discourse was further 
influenced by global institutional stakeholders like the UNWTO that adopted the Eurocentric, modernity-based 
values and goals of tourism development (WCED1987) in its definition and approach to tourism development 
Cronin, L. (1990). 
 
Table 3. Tourists’ Perceptions on the view of Private Sector 
Source: Primary survey from Melaka 2013 
Note: 1=Very Unsatisfied; 2= Unsatisfied; 3= Neutral, 4=Satisfied; 5= Very Satisfied 
4.3. Local Community 
The data shows the proportions of different areas that the role or services of stakeholders in community sectors as 
well as analysis the respondents’ satisfaction or dissatisfaction through providing facilities (Table 4). The role of 
stakeholder’s services for sustainable tourism development of community sector is also in satisfactory level like as 
public and private sector. Therefore the local communities are very conscious and encourage able to help the tourists 
by giving their personal services, behaviours for promoting their heritage city of Melaka. Among the respondents, 
51.97% mention that the local community is sharing their knowledge and information regarding several beautiful 
locations such as world heritage site and other facilities regarding infrastructure with the visitors at Malacca (Table 
4). Some visitors only 0.41% tourists opine the negatives opinion about cleanliness and local guiders but most of the 
respondents are satisfied. To produce more recognition of Malacca the local people always ensure the environment 
is properly maintained and clean. Besides, most workers / tour guide are from the local residents. Admittedly, they 
grow their satisfaction through agency services and their communication is really in good level (49.12%). Therefore, 
the projects are really making successful by taking help of Government also local community which is 47.76%. 
Feedback and recommendation from the tourists / locals have been asked and taken into consideration for 
sustainable tourism in the city constantly.  
Here, we analysis the mean or average data results are greater than the standard deviation, i.e., the result is 
showing good satisfactory comments among the tourists. Finally, tourists as well as local residents are showing their 
satisfaction with the overall quality of services provided. But it also requires further improvement to reach their peak 
level in the worldwide. The local communities may more concern to learn the international language of English in 
order to increase the better communication between community people and tourists. As mentioned a basic element 
in modern tourism as they are the central point for the supply of accommodation, catering, information, transport 
facilities and services. Their local natural environment, buildings and institutions, their people, culture and history, 
all from core elements of what the tourists come to see, whether as towns, villages or cities, every community has 
Issues 1 2 3 4 5 Mean SD 
Accommodation 
services industry 
3(0.41%) 22(2.99%) 181(24.63%) 393(53.47%) 136(18.50%) 3.87 0.76 
Transport services 
9(1.22%) 45(6.12%) 226(30.75%) 349(47.48%) 106(14.42%) 3.68 0.84 
Food services 
1(0.14%) 28(3.81%) 203(27.62%) 374(50.88%) 129(17.55%) 
3.82 
0.76 
Job opportunities 
8(1.09%) 43(5.85%) 230(31.29%) 325(44.22%) 126(17.14%) 3.71 0.86 
Parties involved 
2(0.27%) 24(3.27%) 223(30.34%) 365(49.66%) 121(16.46%) 3.81 0.76 
Financial assistance 
from Government 
6(0.82%) 40(5.44%) 272(37.01%) 297(40.41%) 120(16.33%) 3.68 0.85 
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tourism in one level or the other and are affected by the growth and development of the industry’ (Godfrey & 
Clarke; 2000). 
 
Table 4. Tourists’ Perceptions in the view of Local Communities 
Issues 1 2 3 4 5 Mean SD 
Sharing of knowledge 
and information 
3(0.41%) 21(2.86%) 190(25.85%) 382(51.97%) 139(18.91%) 3.88 0.76 
Local community’s 
fund. 
6(0.82%) 27(3.67%) 220(29.93%) 351(47.76%) 131(17.40%) 3.78 0.81 
Tourists / locals 
involvement  
4(0.54%) 42(5.71%) 201(27.35%) 364(49.52%) 124(16.87%) 3.77 0.82 
Cleanliness of Local 
people  
3(0.41%) 32(4.35%) 231(31.43%) 343(46.67%) 126(17.14%) 3.76 0.80 
Locals Tour guide  3(0.41%) 28(3.81%) 213(28.98%) 254(34.58%) 139(18.91%) 3.82 0.79 
protects and preserve 
cultural  
4(0.54%) 30(4.08%) 200(27.21%) 348(47.35%) 153(20.82%) 3.84 0.82 
Feedback and 
recommendation 
5(0.68%) 34(4.63%) 219(29.80%) 351(47.76%) 16(2.18%) 3.76 0.81 
 Travel agency Services  4(0.54%) 26(3.54%) 220(29.93%) 361(49.12%) 124(16.87%) 3.78 0.78 
The quality of services 8 (1.09%) 31(4.22%) 206(28.03%) 366(49.80%) 124(16.87%) 3.77 0.18 
Source: Primary survey from Melaka2013 
Note: 1=Very Unsatisfied; 2= Unsatisfied; 3= Neutral, 4=Satisfied; 5= Very Satisfied 
5. Conclusion and implications of the study 
Tourism is one of the major earning sources in the world. Malaysia is one of the leading countries in this sector 
and Malacca city is earning huge amount of money in every year. To achieve this position, the government is not 
only establishing current and long term plans but also is hiring ideas from the private sectors through facilitating the 
several projects for sustainable tourism development. The mean and standard deviation is showing that the tourism 
of Melaka is encouraging and it will reach in peak level but need further improvement and better planning. For 
example; the overall quality of services proportion rate is almost 49.80% among the respondents that is satisfactory 
to the tourists. More significantly, successful development projects would generate a catalytic process in the 
surrounding communities. Through more interactive approaches, all these positive developments and outcomes 
encourage current supporting facilities for the respondents or tourists which would lead toward world recognition 
and awarding. Subsequently, encouraging the involvement of the private sector and public-private partnerships 
initiatives in safeguarding visitors and maintaining infrastructure facilities to fostering best practice awards for local, 
national and regional or international demonstration. But one of the main problems is local community. Government 
is not giving more priority to the local residents. All stakeholders do not need to be involved equally in the decision 
making process, but it does require that all interests are identified and understood (Donaldson & Preston 1995). 
Failure to identify the interest of even a single primary stakeholder group may result in the failure of the process 
(Clarkson 1995). Moreover, they have communications problem. They have lacked of knowledge in international 
language of English. The local people need more education and training of language to achieve excellence of 
sustainable tourism.  
It has been recommended that National modern tourism laws and policies should be established. This public and 
private policy should considers the long term goal of urban plan which results into the overall development of the 
towns and makes profits for different groups. More employment in local communities is needed for establishing new 
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tourist industries and restoration works. Accordingly, all necessary training and support should be given to the tour 
guide by the government and international agencies to make them able to effectively guide the international tourist. 
Despite these achievements, several issues needed to be addressed, including the need of developing ecotourism, 
nature tourism, cultural tourism, service tourism and other potential tourism products for attracting the tourists at 
Melaka. It can be assess the role of public and private stakeholders, community benefit sharing opportunities, attract 
foreign investment and region based tourism development are necessary to enhance tourism sector in Malaysia for 
sustainability. 
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